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Welfare Reform Requirements + New Technologies
Enabled:

� A truly integrated human services delivery approach

� Proactive case management tools

� A more inclusive level of �one stop shopping� to
  North Carolina citizens
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FAMILIES FIRST
�Provide family centered services by means of an efficient, seamless service delivery process

that provides flexibility for the counties and accountability throughout the system�
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Reengineered Social Services Process

Community Information and Education

� Brochures
� Media
� Video
� Web Pages
� Billboards
� Kiosks

Face-to-Face

Phone

E-mail

Fax
Kiosk

Mail

Internet

Multiple Access Options Resource Room

Access
� Information Sharing
� Information gathering tools
� Family Service Center
� General Information
� Referrals from other resources
� Referrals to other resources

� Real-time data
  availability/sharing
� On-line Manuals/Training
� Electronic Rolodex
� Measurement Data

� Information Repository

Process
Support

� Evaluation and Feedback
� Value-added
� Measurements
� Local/State/Federal
  Reporting (Standard/
  Ad-hoc)

Agency Directed Assessment
� Face to face or other

Self Directed Assessment
� Automated self evaluation for program
  eligibility and application

Program Specific Information
� Request for benefits, emergency services
  or other services (includes initial
  application or inquiry)
� Voluntary/Involuntary services
� Reviews/Changes (Self/Agency/Other)

Automated Eligibility
Determination
� Automated Verification
� Documentation of Verifications
  (Scanned/Imaging)
� Benefit Calculation
� Deductible Calculation/Tracking

Benefits/Services Delivery
� Packaged Services
� Strengthening Partnerships
� Enhanced Family Well-being
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Case Tracking
Process of tracking a
case and the activities
associated with the case
utilizing appropriate data
management tools:

� Scheduling
� Narratives
� Review Ticklers
� Periodic Reviews
� Time Clocks
� Timeframes
� Case Closure
� Document Generation

Family Support
Analysis of information and
interaction with family

� Goal Setting
� Brokerage of Services
� Service Plan
� Monitor for Outcomes
� Personal Contact
� Referrals
� Mentor
� Continuing Family
   Assessment
� Follow-up After Case
   Closure

Case Management



FACTOR IMPACT/BARRIERS RECOMMENDATIONS
Statewideness ! Definition based on

regulations developed in 1988
! Federal funding denied for

SACWIS
! Counties developing systems

to meet their needs, (needs are
different than the state�s
needs)

! Eliminate the Statewideness
requirement.

! In its place, require equal access to
services for all citizens

! Allow states the flexibility to meet
the above requirement.

Cost Allocation, Funding and
Methods

! Caseload statistics no longer
reflective of true picture

! TANF involves much more
than cash assistance

! Methodology does not address
phased-in programs

! Develop models that facilitate
reengineering and allow for
distributing costs to programs
included at the beginning of the
project as well as programs added
later.

Approval Process/Oversight ! Structure based on a system
model

! Doesn�t support iterative
approach

! Move from project level to
strategic level

! Focus on objectives
! Recognize and utilize State

oversight functions that meet or
exceed federal requirements.


